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THE IMPACT OF SERVICE QUALITY ON CUSTOMER SATISFACTION 




(Lani Andri Pujama, 2014, 16 pages, 9 tables) 
The Purpose of this report is to know the impact of service quality on 
customer satisfaction in Aryaduta Hotel it was also explained about term of service in 
Aryaduta Hotel. The data which used in this report are primary and secondary. 
Primary data is collected through questionnaire and observation in Aryaduta Hotel. 
For secondary data obtained from books and internet.  The result of this report is 
good enough from guest opinion. Writer suggests that Aryaduta Hotel Always 
improve the quality of service and human resource. For human resource the way are 
make a training program for employee and English program for every employee who 
give service to the guest because many guests are come from other countries. Based 
on the research it shows that service quality in Aryaduta Hotel is in the good category 
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